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_ o A total of 24,385 online interviews with electric utility business customers
were conducted in two fielding periods from April 11, 2011 through
December 23, 2011.
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Customer Satisfaction Index - First Quartile

Total Industys
sl Ranking

Omaha Public Power District 731
Idaho Power 707 | —
MidAmerican Energy 707

e Ranked #10

Snohomish County PUD 704

Portland General Electric 703 O u t Of 9 5

APS 697
Seattle City Light 694
Tucson Electric Power 694
CPS Energy 690

Southwestern Electric Power 689
South Carolina Electric & Gas 687 S CO re Of 6 9 4 J
Wisconsin Public Service 684

Rocky Mountain Power 682 I n d u St ry

Xcel Energy-Midwest 682

Duke Energy-Carolinas 680
Entergy Mississippi 680 Ave ra g e 5 5 7
Georgia Power 679
Southern California Edison 679
Progress Energy Carolinas : 675

Entergy Texas 4l 672
Industry Average = 657
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Factor. Scorings

SrPower Quality & Reliability (25%)
SRanked 516RO5NGIrsteL ),urrll—*)
= Score 751 (Average 69 :

2 J]IJ]; 91 & Payment (19%)

anked 22 of 95 (First Quartile)

— l’ ore 736 (Average 721)

o Cof porate Citizenship (17%)

_ '.?;" — Ranked 13 of 95 (First Quartile)

—

- _ Score 649 (Average 615)
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g e P Price (15%)
= f’_, — Ranked 4 of 95 (First Quartile)
= — Score 658 (Average 587)
- e Communication (14%)
— — Ranked 14 of 95 (First Quartile)

— Score 614 (Average 585)

® Customer Service (10%)
— Ranked 37 of 95 (Second Quartile)
— Score 723 (Average 714)
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/ Initiatives Linked
core iﬁ!harovement

J \/eger-' N Mianagemen

— rJ,JrM ear trimming cycle established, resulting in
Significantly less tree-related outages and faster
rgr‘e ELY.

> Pole s’ Replacement
3 ,996 “bad order” poles replaced in 2010-2011

"Electronlc Billing
; ~— Online and phone based applications
— Paperless Billing

® Outage Management

— Shortened diagnostic and recovery time
— Outage Map on City Light website and phone app
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SINEW, More Flexible Billing Options
SRRE= Jé» gned Web Presence

J frlme Marketing Calendar
actlve Outage Calling

g’ J fmproved Customer Relations
Management

e Community Outreach



